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Executive Summary




Project Objectives

* To measure veterans' satisfaction with the VA Home Loan Guaranty process at both the
national and VBA Regional Loan Center (RLC) levels.

* Toidentify areas of the VA Home Loan Guaranty process which are most satisfying to
veterans, areas of the process which are least satisfying to veterans, and areas of the
process which are in greatest need of improvement.

*  To determine where improvements to the VA Home Loan Guaranty process will have the
greatest impact on veterans' satisfaction.

* To create performance measures, including measures of customer service, through a
strategic planning process, as required by the Government Performance and Results Act
(GPRA) that was passed and signed into law in August 1993.

* Toestablish an explicit goal for the quality of servicethat is “equal to the best in business’
as described in President Clinton’s Executive Order 12862, Setting Customer Service
Standards, issued in September 1993. This order was aimed at “ensuring that the Federal
Government provides the highest quality of service possible to the American people.”
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Project Methodology

*  Thisreport presents results from the third administration of the Survey of Veterans
Satisfaction with the VA Home Loan Guaranty Process. The data represent statistically
valid measurements of various elements of customer satisfaction.

*  Theannua mail survey assesses veterans satisfaction with the VA Home Loan Guaranty
process using a random sample of loans closed during April 1 through July 31, 2002, from
the nine Regional Loan Centers.

*  For each regional office, the survey sample contained approximately 1,400 veterans, with an
equal mix of original or refinanced loans. Approximately 721 questionnaires were returned
from each regional office, resulting in a national response rate of 53%.

* A more detailed discussion of the survey methodology appearsin Appendix B.

Note: The wordsveterans, customers, and respondents are used interchangeably throughout the report and represent all possible respondents.
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Project History

* Aspart of thisproject, VBA’s Surveys and Research Staff conduded four focus groups with
veterans and front-line employees to gather information relevant to customer satisfaction
| SSues.

*  From the focus group data, the VBA designed and developed a questionnaire to assess
customer satisfaction with the Home Loan Guaranty process. This original survey was
pretested in March and April 2000. Based on the results, the skip patterns, and the verbatim
responses of the pretest, the VBA Surveys and Research Staff modfied the questionnaire.

*  Thequestionnaire was revised in 2001 and for the current survey administration period
(2002); changes were made to the Appraisal section in order to obtain more relevant
information. A copy of the questionnaireisin Appendix D.
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Report Highlights

Response Rate:

* 6,493 guestionnaires were completed and returned, resulting in a 53 percent response rate from veterans served by the
nine Regional Loan Centers nationally .

Demographics:
* Most respondents were men (90 percent), and most were between the ages of 26 and 35 years (30 percent).

Background:
* A total of 31 percent reported first learning about the VA homeloan guaranty program from pre-discharge briefings
(TAP/DTAP).

*  Most (89 percent) felt the information they received was very or somewhat accurate.

*  Oveal, 72 percent of the respondents reported mostly or completely understanding the dollar amount of the loan the
VA would guarantee.

Modes of Contact:

* Respondents were asked what methods they used to contact the VA about their loan. Veterans report that they were
most likely to contact the VA viafax, e-mail, or letter (26 percent), while 22 percent phoned the VA and 10 percent
visited the VA.

Certificate of Eligibility (COE):

*  Overal, 43 percent obtain their COE through the mail and 83 percent of the respondents felt the amount of time it took
to get the COE was very or somewhat reasonable.

Realtor:
* 70 percent used arealtor and 85 percent reported being very or somewhat satisfied with the realtor.

* Respondents overall satisfaction with the home loan processincreases astheir level of satisfaction with the realtor
increases (see page 25).
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Report Highlights (continued)

Lender:
* 89 percent reported being very or somewhat satisfied with the lender.
* Respondents overall satisfaction with the home loan processincreases astheir level of satisfaction with the lender
increases (see page 27).
* Thelargest proportion (36%) of respondentsfelt that |ess than two weeks is the most reasonable amount of time to wait
for loan approval.
Appraisal:

* 69 percent reported having an appraisal and 67 percent reported being very or somewhat satisfied with the appraisal
process.

* 10 percent reported problems with the appraiser and 12 percent reported problems with the appraisal process.

* Respondents' overall satisfaction with the home loan process increases astheir level of satisfaction with the appraiser,
appraisal process, or appraised value of their property increases (see pages 30, 31, and 32).
Overall Impressions:

*  Overadl, 94 percent of veterans reported being somewhat or very satisfied with the VA home loan process.
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Resultsfrom Quadrant Analysis. Quadrants| and ||

. Quadrant analysisis a useful tool for determining which individual performance areas need improvement in order to raise the overal qudity
of service. The analysisinvolves determining the importance of individua performance areas (how meaningful an areais to the veteran)
and VA'’s performance in each area. Generaly, items with high importance but relatively low performance deserve immediate attention.
(See the Quadrant Analysis section of this report for greater detail of these results.)

. Aresas of strengths of services were defined as those which were highly correlated with veterans overall satisfaction with the handling of
the claim, and which were rated by respondents as being well-performed by the staff providing claims service. For the Quadrant Analysis
section, the strengths were:

Strengths: Quadrant 11 Results

Information you received was very or somewhat accurate.

VA employeeswere very or somewhat courteous on the phone.

VA fully addressed all your guestions, concerns, or complaints on the phone.

Amount of timeit took to get your Certificate of Eligibility (COE) was very or somewhat reasonable.

Very or somewhat satisfied with your realtor.

The lender was very or somewhat courteous.

The lender's KNOWLEDGE about the VA home |oan guaranty program was excellent or very good.

The lender was very or somewhat responsive regarding inquires about your VA home loan.

Information about the VA home loan guaranty program from your lender was very or somewhat easy to get.

Very or somewhat satisfied with your lender.

Very or somewhat satisfied with the appraised value of your property.

. Severa other areas were noted as primary goals for possible improvement by staff of the VBA Office in order to increase loan applicant
satisfaction. These areas were highly correlated with overall respondent satisfaction with the home loan process, but their current rating
levels as reported by loan applicants revealed areas of concern or weaknessin VBA's ddlivery of these specific services. In generd, while
aregional office may not be able to improve a given item (such as satisfaction with the lender), other items can be improved, with a
resultant improvement in satisfaction. These include:

Possible Improvements. Quadrant | Results

Very or somewhat easy to get through to VA on the phone.

Got all or most of needed information from telephone contact with VA.

Very or somewhat satisfied with the appraiser.

Very or somewhat satisfied with the appraisal process.

| have excellent or very good knowledge of the VA home loan guaranty program.
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Significant Resultsin Trend Analysis. 2001 vs. 2002

* Theitems shown here reflect true differences in performance over time. If an item does not appear, then performance did not
significantly change between the years. Trends on the response rates appear in Appendix B.

2002
O 2001

Percent who did not visit aVVA Regional Loan Center or
Regional Office

Percent who thought the amount of timeit took to get
their COE was very or somewhat reasonable

Percent who did not try reaching VA by phone

Percent who completely or mostly understood the
dollar amount of the loan the VA would guarantee

Percent who had an appraisal to either buy or refinance
their home

Percent who were very or somewhat satisfied with the
appraisal process

Percent who felt their knowledge of the VA home loan
guaranty program was excellent or very good

Percent who received al or most of what they needed to
know from their original source

Percent who felt the VA kept them informed of any
delays or problemsin obtaining their COE

Percent who did not use the services of arealtor

Percent who considered another type of home [oan

O 10 20 30 40 50 60 70 80 90 100
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Per cent
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Significant Resultsin Trend Analysis. 2001 vs. 2002

02002
2001

Average number of
weeks it took to get
loan approved

0 1 2 3 4 5

Number of Weeks
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Quadrant Analysis




Questions Used in Quadrant Analysis

Quadrant Questions

Background I nformation Phone Contact with VA VisitingaVA RLC or RO

* Q2 Got dl or most of what you needed to * Q7 Very or somewhat easy to get through * Q17 Location of the VA Regiona Loan
know from your origina source. to VA on the phone. Center was very or somewhat convenient.

* Q3 Information you received was very or * Q10 VA employees were very or * Q18 VA employees were very or
somewhat accurate. somewhat courteous on the phone. somewhat courteous during your in-person

vigt.

* Q4 Completely or mostly understood the * Q11 VA fully addressed dl your
dollar amount of the loan the VA would questions, concerns, or complaints on the * Q19 VA employeesfully addressed dll
guarantee. phone. your questions, concerns, or complaints

during your vigit.
* Q12 Got al or most of needed information

from telephone contact with VA. * Q20 Got all or most of needed
information from in-person visit to VA
* Q13 Got information about particular office.
loan.
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Questions Used in Quadrant Analysis (continued)

Quadrant Questions

Certificate of Eligibility Realtor

* Q24 Amount of time it took to get your * Q27 The realtor was very or somewhat * Q31 Thelender was very or somewhat
Certificate of Eligibility (COE) was very or courteous. courteous.
somewhat reasonable.
* Q28 The reator's KNOWLEDGE about * Q32 Thelender's KNOWLEDGE about
* Q25 VA kept you informed of any delays the VA home loan guaranty program was the VA home |loan guaranty program was
or problemsin obtaining your Certificate of excellent or very good. excellent or very good.
Eligibility (COE).
* Q29 The realtor was very or somewhat * Q33 The lender was very or somewhat
responsive regarding inquiries about your responsive regarding inquiries about your
VA home loan. VA home loan.
* Q30 Very or somewhat satisfied with your * Q34 Information about the VA home loan
realtor. guaranty program from your lender was
very or somewhat easy to get.

* Q35 The lender informed you of any
delays or problems with your loan.

* Q38 Very or somewhat satisfied with your
lender.
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Questions Used in Quadrant Analysis (continued)

Quadrant Questions

Appraisal Overall Impressions

* Q43 Very or somewhat satisfied with the * Q52 | have excdlent or very good
appraiser. knowledge of the VA home loan guaranty
program.

* Q46 Very or somewhat satisfied with the
appraisal process. * Q58 | would recommend the VA home
loan program to other veterans.
* Q51 Very or somewhat satisfied with the
gppraised value of your property.
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Understanding Quadrant Analysis

. Quadrant analysisis a useful tool for determining which individual performance areas need improvement in order to raise the overal quality of
sarvice. The analysisinvolves determining the importance of individua performance areas (how meaningful an areais to the veteran) and VA's
performance in each area.  Generaly, items with high importance but relatively low performance are those which deserve immediate attention.

. Each of the twenty-nine variables represented in the Quadrant Analysis graph are plotted on the basis of:
1) Importance: avariable's correlation with the overall satisfaction with the process; and
2) Performance: avariable stop-box percent (the percent of people who answered positively to the question).

. Variable correlations with overall satisfaction with the processare used to determine the degree to which variables are related to overd|
satisfaction. Zero indicates no correlation, and 1 indicates perfect correlation. The closer avariable's correlation (Importance) isto 1, the
stronger that variabl€e' s relationship is with the overal satisfaction with the process. Variablesthat have stronger correlations are considered to
have higher importance.

. Top-box percents represent how well VA is performing within a given area (for example, the percent who indicated that it was very or
somewhat easy to get through to VA on the phone). The higher the percent, the better VA is performing.

. The quadrant analysis graph is divided into four quadrants (sections) based on the following combinations of the plotted location of a variable:
Quadrant I: Critical Improvement Areas (high importance, low performance)
Quadrant I1: Maintain Relationship Building Variables (high importance, high performance)
Quadrant I11: Lower Return on High Performance (low importance, high perfor mance)
Quadrant 1V: Lower Return on Investment (low importance, low performance)

. The horizonta line in the plot represents importance and is placed at .30, which indicates relatively high correlation and, thus, relatively high
importance. The vertica line represents performance and is placed at 75 percent. The quadrant lines can be moved up or down, left or right, to
include more or fewer items in each quadrant. The plotted numbers within each section of the quadrant analysis graph correspond with the
performance items listed on the previous three pages.

. To help interpret the graph that appears on the next page, see the Executive Summary for alist of itemsthat fell into Quadrants | and I1.

. It should be noted that quadrant analysis is only atypology used to determine where an organization might begin to improve service.
Continuous improvement in all areas, given available resources, should be the ultimate god.
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Quadrant Analysisfor 2002
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Respondent Characteristics




Respondent Profiles by Gender and Age

Gender Distribution Age Distribution
Total (N = 6,493) Total (N = 6,493)
@ Origina Loan (N = 3,406) @ Origina Loan (N = 3,406)
Refinanced Loan (N = 3,087) Refinanced Loan (N = 3,087)
100
90
80
70
. 60
2
5 20
ol

30
20
10

Mde Femde 18-25 26-35 36-45 46-55 56 or Older
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Overall Satisfaction

with VA Home L oan Process




Over all Satisfaction with the VA Home L oan Process

Per cent

Very Satisfied Somewhat Neither Satisfied
Satisfied nor Dissatisfied Dissatisfied

Somewhat Very Dissatisfied
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Percent Very or Somewhat Satisfied with the VA Home L oan Process

100

Per cent

0
National Manchester, Cleveland, Roanoke, Atlanta, St St. Paul,
NH OH VA GA Petersburg, MN
FL
RLC#1 RLC #2 RLC#3 RLC #4 RLC#5 RLC #6
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Understanding Double Bar Charts

* Thefollowing charts show the effect of key veteran experiences to the overall satisfaction
with the VA Home Loan Guaranty process. These key experiences i nclude the following:

e Satisfaction with realtor

* Satisfaction with realtor’ s knowledge

* Satisfaction with realtor’ s responsiveness
* Satisfaction with lender

* Satisfaction with lender’ s knowledge

* Satisfaction with lender’ s responsiveness
* Amount of time taken to receive loan

e Satisfaction with the appraiser

* Satisfaction with the appraisal process

* Appraised value of property

*  On each of the following charts, different distributions for the overall satisfaction with the
home loan guaranty process are displayed along the horizontal axis. The darkest shaded
bars represent the overall satisfaction distribution for those veterans who were satisfied with
the specific key experience. The lightest shaded bars represent the overall satisfaction
distribution for those veterans who were dissatisfied with the specific key experience.

* Thelast two charts show the effects of problems with the apprai ser and problems with the
appraisal process on the satisfaction with the appraised value of the property.
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Overall Satisfaction with Home L oan Process by Key Experiences

Overall Satisfaction by Satisfaction with Realtor

Very or Somewhat Satisfied with Realtor (N = 3,359)
@ Very or Somewhat Dissatisfied with Realtor (N = 240)

100

80

Per cent

20

Very Satisfied Somewhat Satisfied Neither Satisfied nor Somewhat Dissatisfied Very Dissatisfied
Dissatisfied

Overall Satisfaction with Home L oan Process
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Overall Satisfaction with Home L oan Process by Key Experiences

Overall Satisfaction by Realtor’s Knowledge Overall Satisfaction by Realtor’s
about the VA Home L oan Guaranty Program Responsiveness Regarding Inquiries
Excellent or Very Good Knowledge (N = 2,558) Very or Somewhat Responsive (N = 3,063)
O Fair or Poor Knowledge (N = 635) O Very or Somewhat Unresponsive (N = 210)
100 100
86
80 - 80
60 - 60
3 3
g g
40 1 40
20 - 20
9
5
| H =
0- === 0
Very or Somewhat Neither Very or Somewhat Very or Somewhat Neither Very or Somewhat
Satisfied Dissatisfied Satisfied Dissatisfied
Overall Satisfaction Overall Satisfaction
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Overall Satisfaction with Home L oan Process by Key Experiences

Overall Satisfaction by Satisfaction with Lender

Very or Somewhat Satisfied with Lender (N = 5,691)
@ Very or Somewhat Dissatisfied with Lender (N = 370)

100

80

60

Per cent

40

20

Very Satisfied Somewhat Satisfied Neither Satisfied nor Somewhat Dissatisfied Very Dissatisfied
Dissatisfied

Overall Satisfaction with Home L oan Process
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Overall Satisfaction with Home L oan Process by Key Experiences

Overall Satisfaction by Lender’s Knowledge Overall Satisfaction by Lender’s
about the VA Home L oan Guaranty Program Responsiveness Regarding Inquiries
Excellent or Very Good Knowledge (N = 5,223) Very or Somewhat Responsive (N = 5,277)
O Fair or Poor Knowledge (N = 415) O Very or Somewhat Unresponsive (N = 325)
100 100

74

60 - 60

Per cent
Per cent

40 40

20 - 15 20
11
2 1
0 - . 0
Very or Somewhat Neither Very or Somewhat Very or Somewhat Neither Very or Somewhat
Satisfied Dissatisfied Satisfied Dissatisfied
Overall Satisfaction Overall Satisfaction
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Overall Satisfaction with Home L oan Process by Key Experiences

Overall Satisfaction by Time Taken to Receive L oan Approval

Less than 2 Weeks to Receive Loan Approva (N = 2,449)
02 to 4 Weeks to Receive Loan Approva (N = 2,238)
5 or More Weeks to Receive Loan Approval (N = 1,600)

100

80

60

Per cent

40

20

Very or Somewhat Satisfied Neither Very or Somewhat Dissatisfied

Overall Satisfaction with Home L oan Process
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Overall Satisfaction with Home L oan Process by Key Experiences

Overall Satisfaction by Satisfaction with the Appraiser

Very or Somewhat Satisfied with Appraiser (N = 1,522)
O Very or Somewhat Dissatisfied with Appraiser (N = 211)

100
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Per cent

40

20

Very Satisfied Somewhat Satisfied Neither Satisfied nor  Somewhat Dissatisfied Very Dissatisfied
Dissatisfied

Overall Satisfaction with Home L oan Process
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Overall Satisfaction with Home L oan Process by Key Experiences

Overall Satisfaction by Satisfaction with the Appraisal Process

Very or Somewhat Satisfied with Appraisal Process (N = 2,734)
O Very or Somewhat Dissatisfied with Appraisal Process (N = 426)
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Per cent

40

20

Very Satisfied Somewhat Satisfied Neither Satisfied nor Somewhat Dissatisfied Very Dissatisfied
Dissatisfied

Overall Satisfaction with Home L oan Process
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Overall Satisfaction with Home L oan Process by Key Experiences

Overall Satisfaction by Satisfaction with the Appraised Value of the Property

Very or Somewhat Satisfied with Appraised Vaue (N = 2,466)
O Very or Somewhat Dissatisfied with Appraised Vaue (N = 286)
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Overall Satisfaction with Home L oan Process
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Satisfaction with the Appraised Value of Property by Problemswith the Appraiser

Problems with the Appraiser (N = 170)
O No Problems with the Appraiser (N = 1,577)
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Satisfaction with the Appraised Value of Property by Problemswith the Appraisal Process

Problems with the Appraisal Process (N = 351)
ONo Problems with the Appraisal Process (N = 2,688)
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Contact with VA




Contactswith VA

50

40

30

Per cent

20

10

Telephoned the VA Visited the VA Office Other*
(N =6,311) (N = 6,295) (N =6,283)

*Fax, e-mail, letter
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Reason for Contacting VA

0
Phone (N = 1,583)
80 O Visit (N = 784)
70
60
c 50
5
a 40
30
20
10
0
Get Infoabout  Apply for COE  Check on Loan Check Eligibility Check on Verify Info Given
VA’sHome Loan Status Requirements  Appraisal Status by Realtor or
Program before Lender
Applying

Note: As arespondent could give more than one reason, the percentages do not add to 100.
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Selected Satisfaction Issues Regarding Contact with the VA

100

Phone
o Vigt

80

60

Percent

40

20

Treated Very or Somewhat Questions Fully Addressed Received All or Most of
Courteously I nformation Needed
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Timeliness, Responsiveness,

and Knowledge




Reasonableness of Timeto Get Certificate of Eligibility (COE)

100
®E Very or
Somewhat
90 Reasonable
W Veryor
80 Somewhat
Unreasonable
70
60
=
S 50
o
(ol
40
30
Note: Responses
20 of “Neither
Reasonable nor
10 Unreasonable” are
not included in the
anaysis.
0
Same Day 1to 5 Workdays 6to 10 Workdays 11to 15 Morethan 15
Workdays Workdays
(N =643) (N =900) (N =1,594) (N =1,050) (N = 860)

Length of Timeto Get COE
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Time Taken to Get Loan Approval

Veteran's Recalled Time (N = 5,627, Average = 2.9 weeks)
O Veteran's Reasonable Time (N = 6,202, Average = 2.5 weeks)

Lessthan 2 Weeks

2 Weeks

3 Weeks

4 \Weeks

5to0 12 Weeks

Morethan 12
Weeks

0 20 40 60 80 100
Per cent
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L ender’s Responsiveness by Time for Loan Approval

L ender’s Responsiveness Regarding I nquiries by
Average Number of Weeks For Loan Approval

Average Number of Weeksfor Loan Approval

Very Responsive Somewhat Responsive Neither Responsive nor Somewhat Very Unresponsive
Unresponsive Unresponsive
(N = 3,659) (N =1,033) (N = 269) (N=171) (N =114)

Lender’s Responsiveness Regarding Inquiries
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Lender’s Knowledge by Timefor Loan Approval

L ender’s Knowledge of VA Home L oan Guaranty Program
by Average Number of Weeks For Loan Approval

Average Number of Weeksfor Loan Approval

Excellent Very Good Good Fair Poor
(N =3,009) (N =1,631) (N =595) (N =241) (N =125)

Lender’s Knowledge of VA Home Loan Guaranty Program
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Appendix A:

Frequency of Responses




Frequency of Responses— Background

Q1. How did you FIRST learn about the VA home loan guaranty program?

Total (N = 6,352)
O Original Loan (N = 3,344)
Refinanced Loan (N = 3,008)

Per cent

TAP/DTAP VA Pamphlet/ Lender Real Estate VA Employee

Internet Friendsand PreviousVA
Brochure Agent Family Loan
Experience
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Frequency of Responses— Background

Q2. Looking back, how much of what you

NEEDED TO KNOW did you get from this
sour ce?

Q3. How accurate wasthe information you
received?

Totd (N = 6,429)

Totd (N = 6,410)
O Origina Loan (N = 3,370)
Refinanced Loan (N = 3,040)

O Origina Loan (N = 3,378)

Refinanced Loan (N = 3,050)

Per cent

Per cent

Very Somewhat Neither Somewhat Very
Accurate Accurate  Accurate nor  Inaccurate Inaccurate
Inaccurate

Surveys and Research Staff
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Frequency of Responses — Background and Phone Contact

Q4. At the beginning of the home buying process,
how completely did you under stand the dollar
amount of theloan the VA would guar antee?

Q5. Did you ever try toreach the VA using the
toll-free number during the home
buying/r efinancing process?

Totd (N = 6,428)
O Original Loan (N = 3,381)
Refinanced Loan (N = 3,047)

Total (N =6,311)
@ Origina Loan (N = 3,312)
Refinanced Loan (N = 2,999)

Per cent
Per cent

Completely Mostly Somewhat  Only aLitle  Not at All Yes No

Surveys and Research Staff
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Frequency of Responses— Phone Contact

Q6. Why did you call VA? (Mark all that apply.)

Total (N = 1,583)
@ Original Loan (N = 943)

Refinanced Loan (N = 640)

Per cent

Get Info about VA's Apply for COE Check on Appraisa Veify Info Given by
Home Loan Program Requirements Status Realtor or Lender
before Applying

Check on Loan Status Check Eligibility

Note: Asarespondent could give more than one reason, the percentages do not add to 100.

Surveys and Research Staff
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Frequency of Responses— Phone Contact

Q7. How easy wasit to get through to VA on the

Q8. When you called thetoll-free number, were
phone?

you connected directly to a VA Regional Loan
Center?

Total (N =1,573)

Tota (N = 1,537)
O Origina Loan (N = 920)
Refinanced Loan (N = 617)

O Original Loan (N = 942)
Refinanced Loan (N = 631)

Per cent

Per cent

Very Easy Somewhat Neither Somewhat  Very Never Got Yes

Don’'t Know
Easy Easy nor  Difficult Difficut ~ Through
Difficult

Surveys and Research Staff
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Frequency of Responses — Phone Contact

Q9. Which, if any, of the following VA Regional L oan Centerswereyou connected with?

Total (N = 1,635)

100

90

80

70

60

50

Per cent

40

30

20

10

ConnectedtoRLC  Connected to VA Don’t Know
RO Elsewhere

Surveys and Research Staff : National Results
VBA Office Of Performance Analysis and I ntegrity Appendix A—6 May 2003




Frequency of Responses— Phone Contact

Q9b. Which, if any, of the following VA Regional L oan Centerswere you connected with?

Totd (N = 604)
@ Origina Loan (N = 370)
Refinanced Loan (N = 234)

Per cent

Manchester, Cleveland, OH  Roanoke, Atlanta, St. Petersburg, St. Paul, Houston, Denver, Phoenix,
NH VA GA FL MN TX CO AZ
RLC#1 RLC#2 RLC#3 RLC#4 RLC#5 RLC #6 RLC#7 RLC#8 RLC#9

Surveys and Research Staff
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Frequency of Responses— Phone Contact

Q10. How courteouswere VA employeesyou

Q11. Did VA employeesfully address all your
spoke to on the telephone?

guestions, concer ns, or complaints?

Total (N = 1,559)
O Origina Loan (N = 926)
Refinanced Loan (N = 633)

Totd (N = 1,583)
O Original Loan (N = 932)

Refinanced Loan (N = 651)

Per cent

Per cent

Very Somewhat Neither Somewhat

Very Yes No Did Not Have Any
Courteous Courteous  Courteous nor Discourteous Discourteous

Discourteous

Surveys and Research Staff
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Frequency of Responses— Phone Contact

Q12. In general, how much of what you NEEDED

TO KNOW did you get from your telephone
contact with the VA toll-free number?

Q13. Wereyou ableto get information about your
particular loan?

Total (N =1,575)
O Original Loan (N = 931)
Refinanced Loan (N = 644)

Total (N =1,514)
O Origina Loan (N = 899)
Refinanced Loan (N = 615)

Per cent
Per cent

Yes No

Surveys and Research Staff
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Frequency of Responses— Visiting a VA Center or Office

Q14. Did you ever visit a VA Regional Loan Center or Regional Office during the home
buying/r efinancing process?

Total (N =6,295)
O Original Loan (N = 3,302)
Refinanced Loan (N = 2,993)

Per cent

Surveys and Research Staff

: National Results
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Frequency of Responses—Visiting a VA Center or Office

Q15a. Which, if any, of thefollowing VA Regional L oan Centersdid you vist?

Total (N = 896)

100

90

80

70

60

50

Per cent

40

30

20

10

Visited RLC Visited VA RO Don’t Know
Elsewhere

Surveys and Research Staff : National Results
VBA Office Of Performance Analysis and I ntegrity Appendix A—11 May 2003




Frequency of Responses— Visiting a VA Center or Office

Q15b. Which, if any, of the following VA Regional L oan Centersdid you vigit?

Total (N = 226)
@ Original Loan (N = 134)

Refinanced Loan (N = 92)

Per cent

Manchester, Cleveland, OH  Roanoke, Atlanta, St. Petersburg, St. Paul, Houston, Denver, Phoenix,
NH VA GA FL MN TX (6{0) AZ
RLC#1 RLC#2 RLC#3 RLC #4 RLC#5 RLC #6 RLC #7 RLC#8 RLC#9

Surveys and Research Staff
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Frequency of Responses— Visiting a VA Center or Office

Q16. Why did you visit a VA Regional Loan Center or Regional Office? (Mark all that apply.)

mTotal (N = 784)
@ Origind Loan (N = 456)

Refinanced Loan (N = 328)

Per cent

Get Info about VA's Apply for COE Check on Appraisd Verify Info Given by
Home Loan Program Requirements Status Redltor or Lender
before Applying

Check on Loan Status Check Eligihility

Note: Asarespondent could give more than one reason, the percentages do not add to 100.

Surveys and Research Staff
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Frequency of Responses— Visiting a VA Center or Office

Q17. How convenient wasthelocation of the VA

Q18. How courteouswere VA employees when
Regional Loan Center or Regional Office?

you visited the Regional L oan Center or
Regional Office?

Tota (N = 794)
O Origina Loan (N = 458)
Refinanced Loan (N = 336)

Tota (N = 793)

O Origina Loan (N = 467)
Refinanced Loan (N = 326)

Per cent
Per cent

Very Somewhat Neither Somewhat Very Vey Somewhat Neither Somewhat Very
Convenient Convenient Convenient  Inconvenient  Inconvenient Courteous Courteous  Courteousnor Discourteous Discourteous
nor

Discourteous
Inconvenient

Surveys and Research Staff
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Frequency of Responses— Visiting a VA Center or Office

Q19. Did VA employeesfully addressall your Q20. In general, how much of what you NEEDED
guestions, concerns, or complaints? TO KNOW did you get from your visit to
the VA Regional Loan Center or Regional
Office?

Total (N =830)
O Origind Loan (N = 473)
Refinanced Loan (N = 357)

Tota (N = 810)
O Original Loan (N = 469)
Refinanced Loan (N = 341)

Per cent
Per cent

Yes No Did Not Have Any All Most Some Little

Surveys and Research Staff : National Results
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Frequency of Responses— Other M ethods of Contact

Q21. Duringthe home buying/refinancing process, what methods other than phoneor visit did you useto
contact the VA? (Mark all that apply.)

m Total (N = 6,283)
OOrigina Loan (N = 3,311)
Refinanced Loan (N = 2,972)

Per cent

Fax E-mail L etter None

Note: As arespondent could give more than one method, the percentages do not add to 100.

Surveys and Research Staff
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Frequency of Responses— Certificate of Eligibility

Q22. How did you obtain your Certificate of

Q23. From thetimeyou applied, how long did it
Eligibility for Loan Guaranty Benefits?

taketo get your Certificate of Eligibility?

Tota (N = 6,280)
O Origina Loan (N = 3,328)
Refinanced Loan (N = 2,952)

Total (N =5,620)
@ Origind Loan (N = 3,167)
Refinanced Loan (N = 2,453)

Per cent
Per cent

Obtained by Throughthe VisttoaVA Did Not Need Don't

Same Day 1to5 6to 10 11to 15 Morethan 15
Lender Mall RLC COE Remember

Workdays Workdays Workdays Workdays

Surveys and Research Staff

: National Results
VBA Office Of Performance Analysis and I ntegrity Appendix A — 17 May 2003




Frequency of Responses— Certificate of Eligibility

Q24. How REASONABLE wasthe amount of

timeit took to get your Certificate of
Eligibility?

Q25. Did VA keep you informed of any delays or
problemsin obtaining your Certificate of
Eligibility (COE)?

W Tota (N =5,732)
OOriginal Loan (N = 3,214)
Refinanced Loan (N = 2,518)

Total (N =5,731)
O Original Loan (N = 3,202)

Refinanced Loan (N = 2,529)

Per cent
Per cent

Very Somewhat Neither Somewhat Very
Reasonable Reasonable Reasonable  Unreasonable Unreasonable
nor
Unreasonable

Yes No Did Not Have Any

Surveys and Research Staff
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Frequency of Responses — Realtor

Q26. Did you usethe servicesof arealtor in Q27. How courteouswastherealtor you dealt
pur chasing/refinancing your home? with?

Total (N =6,293)
O Origina Loan (N = 3,337)
Refinanced Loan (N = 2,956)

Total (N = 4,055)

O Origina Loan (N = 2,750)
Refinanced Loan (N = 1,305)

Per cent

Per cent

Yes No Very Somewhat Neither Somewhat Very
Courteous Courteous  Courteousnor Discourteous Discourteous
Discourteous

Surveys and Research Staff
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Frequency of Responses — Realtor

Q28. How would you rate your realtor’s
KNOWL EDGE about the VA home loan
guar anty program?

Q29. How RESPONSIVE was your realtor

regarding any inquiries about your VA
home loan?

Total (N = 4,027)
O Origina Loan (N =2,737)
Refinanced Loan (N = 1,290)

Total (N =4,022)
O Origind Loan (N = 2,731)
Refinanced Loan (N = 1,291)

Per cent
Per cent

Very Somewhat Neither Somewhat Very Did Not
Responsive  Responsive  Responsive  Unresponsive Unresponsive  Have Any
nor Inquiries

Unresponsive

Surveys and Research Staff
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Frequency of Responses— Realtor and L ender

Q30. Overall, how satisfied were you with your Q31. How courteouswasthe lender you dealt
realtor regarding your use of the VA home with?
loan guar anty program?

Totd (N = 4,026)
O Origina Loan (N = 2,736)
Refinanced Loan (N = 1,290)

Tota (N = 6,433)
O Original Loan (N = 3,383)
Refinanced Loan (N = 3,050)

1< I
5 g
& g
Very Satisfied  Somewhat Neither Somewhat Very Very Somewhat Neither Somewhat Very
Satisfied Satisfied nor  Dissatisfied  Dissatisfied Courteous Courteous  Courteousnor Discourteous Discourteous
Dissatisfied

Discourteous

Surveys and Research Staff
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Frequency of Responses— Lender

Q32. How would you rate your lender’s
KNOWLEDGE about the VA home loan
guar anty program?

Q33. How RESPONSIVE wasyour lender
regarding any inquiries about your VA
home loan?

Total (N =6,432)
O Origina Loan (N = 3,384)
Refinanced Loan (N = 3,048)

Tota (N = 6,427)
O Origina Loan (N = 3,385)
Refinanced Loan (N = 3,042)

Per cent
Per cent

Very Somewhat Neither Somewhat Very Did Not
Responsive  Responsive  Responsive  Unresponsive Unresponsive  Have Any
nor Inquiries

Unresponsive

Surveys and Research Staff

: National Results
VBA Office Of Performance Analysis and | ntegrity Appendix A — 22 May 2003




Frequency of Responses— Lender

Q34. How easy wasit to get information about the

VA homeloan guaranty program from your
lender?

Q35. Did your lender keep you informed of any
delays or problemswith your loan?

Totd (N = 6,407)

Totd (N = 6,383)
O Origind Loan (N = 3,372)

O Crigind Loan (N = 3,361)

Refinanced Loan (N = 3,035) Refinanced Loan (N = 3,022)

Per cent
Per cent

Very Easy Somewhat Neither Easy Somewhat Very Difficult Yes No Did Not Have Any
Easy nor Difficult Difficult

Surveys and Research Staff
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Frequency of Responses— Lender

Q36. How long did it take for your loan to get approved?

Totd (N = 6,376)
O Originad Loan (N = 3,348)
Refinanced Loan (N = 3,028)

Average = 2.9 weeks

Per cent

Lessthan 2 2 Weeks 3 Weeks

4 Weeks 5to 12 Morethan 12 Don’t Recall
Weeks

Weeks Weeks

Surveys and Research Staff
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Frequency of Responses— Lender

Q37. How long do you think isREASONABLE for your loan to get approved?

Totd (N = 6,202)
O Origina Loan (N = 3,274)
Refinanced Loan (N = 2,928)

Average = 2.5 weeks

Per cent

Lessthan 2 2 Weeks 3 Weeks 4 Weeks 5t012Weeks Morethan 12
Weeks

Weeks

Surveys and Research Staff
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Freguency of Responses— L ender and Appraisal

Q38. Overall, how satisfied were you with your

lender regarding your use of the VA home
loan program?

Q39. Did you have an appraisal to either buy or
refinance your home?

Tota (N = 6,440)
O Original Loan (N = 3,386)
Refinanced Loan (N = 3,054)

Tota (N = 6,326)
O Origina Loan (N = 3,332)

Refinanced Loan (N = 2,994)

Per cent

Per cent

Very Satisfied  Somewhat Neither Somewhat Very
Satisfied Satisfiednor  Dissatisfied  Dissatisfied
Dissatisfied

Surveys and Research Staff
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Frequency of Responses— Appraisal

Q40. What type of contact did you, or a member

of your family, have with the appraiser?
(Mark all that apply.)

Q41. Did you have any problemswith the
appraiser?

Tota (N =4,160)
@ Original Loan (N = 2,835)
Refinanced Loan (N = 1,325)

Tota (N = 2,275)

O Origina Loan (N = 1,427)
Refinanced Loan (N = 848)

Per cent

Per cent

Met in Person Telephone E-mall Never Dealt Yes No
Directly with the
Note: Asarespondent could give more than Appraiser
one response, the percentages do not add to 100.

Surveys and Research Staff
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Frequency of Responses— Appraisal

Q42a. What specific problemsdid you have with the appraiser? (Mark all that apply.)

100
Tota (N =301)
EY @ Original Loan (N = 202)
0 Refinanced Loan (N = 99)
70
60
=
@
°© 5
o)
a
40
K0
20
10
0
Appraiser WasNot  Appraiser Was Appraiser Was Appraiser's Appraiser Lacked Other*
Punctual Discourteous Unresponsive Appearance Was Proper
(Didn't Return Unpr ofessional I dentification

Callsor E-mail)

Note: As arespondent could give more than one reason, the percentages do not add to 100.

*See Question 42b on the following page for other types of
problems respondents had with the appraiser.

Surveys and Research Staff : National Results
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Frequency of Responses— Appraisal

Q42b. Other typesof problemswith the appraiser?

Time Delays Total (N =117)

Poor Quality of Work
Unknowlegeable Appraiser
No Contact with Appr aiser

Low Appraisal Amount
Lack of Professionalism
Lender/Realtor |ssues

Costly

0 10 20 30 40 50

Surveys and Research Staff National Results
VBA Office Of Performance Analysis and I ntegrity May 2003
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Frequency of Responses— Appraisal

Q43. Overall, how satisfied were you with the

Q44. Did you have any problemswith the
appraiser?

appraisal process?

Tota (N =2,234)
O Origind Loan (N = 1,414)
Refinanced Loan (N = 820)

Total (N =4,051)
O Origind Loan (N = 2,765)
Refinanced Loan (N = 1,286)

Per cent
Per cent

Very Satisfied  Somewhat Neither Somewhat Very
Satisfied Satisfiednor  Dissatisfied — Dissatisfied
Dissatisfied

Surveys and Research Staff
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Frequency of Responses— Appraisal

Q45a. What specific problemsdid you have with the appraisal process? (Mark all that apply.)

Total (N = 608)
O Original Loan (N = 448)
Refinanced Loan (N = 160)

Per cent

Difficult to Set up Review of Property Was  Final Document or Report  Appraisal Report Was Not

Appraisal Not Thorough Contained Errors CompletedinaTimely

Manner

Note: As arespondent could give more than one reason, the percentages do not add to 100.

* See Question 45b on the following page for other types of
problems respondents had with the appraisal process.

Surveys and Research Staff
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Frequency of Responses— Appraisal

Q45b. Other typesof problemswith the appraisal process?

I ssues with Appraisal Amount Total (N =94)

No Appraisal Report

No Contact with Appraiser
Communication | ssues
Repair Issues

Time Delays

Dissatisfied with Process
Lender/Realtor |ssues

Appraiser/Seller | ssues

0 10 20 30 40 0

National Results
May 2003

Surveys and Research Staff
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Frequency of Responses— Appraisal

Q46. Overall, how satisfied were you with the appraisal process?

Tota (N = 4,068)
O Original Loan (N = 2,792)
Refinanced Loan (N = 1,276)

Per cent

Very Satisfied Somewhat Satisfied Neither Satisfied nor

Somewhat Dissatisfied Very Dissttisfied
Dissatisfied

Surveys and Research Staff
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Frequency of Responses— Appraisal

Q47. Did you receive a document showing the

value estimate and other infor mation about
the property?

Q48. Which document did you receive?

Tota (N = 4,068)
@ Origina Loan (N = 2,783)
Refinanced Loan (N = 1,285)

Totd (N = 3,081)

O Origind Loan (N = 2,150)
Refinanced Loan (N = 931)

Per cent
Per cent

VA Certificate of VA Notice of Vaue Don’'t Remember
Reasonable Vaue (NOV)
(CRV)

Surveys and Research Staff
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Frequency of Responses— Appraisal

Q49. Rdativeto theclosng date, when did you receive thisdocument?

Tota (N = 3,080)
O Origind Loan (N = 2,147)
Refinanced Loan (N = 933)

Per cent

Same Day asLoan 1to4 DaysPriorto 5to 10 Days Prior Morethan 10 Days  Received after Never Received

Don’'t Remember
Closing Closng to Closing Prior to Closing Closng

Surveys and Research Staff
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Frequency of Responses— Appraisal

Q50. Relativeto the closng date, when would you HAVE LIKED to receive this document?

Total (N = 3,019)
o Origind Loan (N = 2,104)

Refinanced Loan (N = 915)

Per cent

Same Day as Loan Closing 1to 4 Days Prior to Closing

5to 10 Days Prior to Closing More than 10 Days Prior to Closing

Surveys and Research Staff
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Frequency of Responses— Appraisal

Q51. How satisfied were you with the appraised value of your property?

Tota (N =3,158)
@ Origina Loan (N = 2,195)
Refinanced Loan (N = 963)

Per cent

Very Satisfied Somewhat Satisfied Neither Satisfied nor

Somewhat Dissatisfied Very Dissttisfied
Dissatisfied

Surveys and Research Staff
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Frequency of Responses— Overall Impressions

Q52. Overall, how would you rate your current

knowledge of the VA home loan guar anty
program?

Q53. Why did you chooseto get a VA homeloan?
(Mark all that apply.)

Totd (N = 6,413)
O Origind Loan (N = 3,371)
Refinanced Loan (N = 3,042)

Total (N = 6,429)
[ Origindl Loan (N = 3,381)
Refinanced Loan (N = 3,048)

Note: Asarespondent could give more than
one reason, the percentages do not add to 100.

Per cent
Per cent

No Down Lower  Convenience
Payment Interest Rate Mortgage Likely toBe Experience

Loan More Previous

Required Insurance  Approved

Surveys and Research Staff
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Frequency of Responses— Overall Impressions

Q54. Did you consider another type of home loan? Q55. What other types of home loansdid you

consder? (Mark all that apply.)

Tota (N = 6,388)
O Origind Loan (N = 3,361)

Total (N = 1,995)
O Origina Loan (N = 1,249)

Refinanced Loan (N = 3,027) Refinanced Loan (N = 746)

Per cent
Per cent

Conventionad FHA

Note: Asarespondent could give more than
one reason, the percentages do not add to 100.

Surveys and Research Staff
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Frequency of Responses— Overall Impressions

Q56. Overall, how satisfied are you with the process of obtaining a VA home loan?

Total (N =6,391)
@ Origind Loan (N = 3,367)

Refinanced Loan (N = 3,024)

Per cent

Very Satisfied Somewhat Satisfied Neither Satisfied nor

Somewhat Dissatisfied Very Disstisfied
Dissatisfied

Surveys and Research Staff
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Frequency of Responses— Overall Impressions

Q57. If you had not recelved a VA guaranteed
home loan, would you have been ableto
purchase your home at thistime?

Q58. Would you recommend the VA home loan
program to other veterans?

Totd (N = 6,376)

Totd (N = 6,439)
O Origind Loan (N = 3,383)
Refinanced Loan (N = 3,056)

O Origina Loan (N = 3,376)

Refinanced Loan (N = 3,000)

Per cent
Per cent

Yes No Don't Know

Surveys and Research Staff
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Appendix B:

M ethodology




M ethodology

* Thegoal of the 2002 survey administration was to obtain 400 completed questionnaires per
loan type for each of the nine VBA Regional Loan Centers. Assuming a 60 percent
response rate, approximately 700 names and addresses were needed to reach thisgoal. The
expected response rate was based on the results of the previous years surveys, where an
average of 59 percent of all persons who were sent a questionnaire responded.

*  The potential respondents are persons who recently received a VA home loan or recently
refinanced their original VA home loan and whose |oans were serviced by the nine Regional
Loan Centers.

* The Surveys and Research Staff created afile of closed loans starting from approximately
April 1, 2002, to July 31, 2002. The addresses were run through the National Change of
Address (NCOA) program to detect undeliverable addresses.

*  The names and addresses that were used for the Regional Loan Centers were randomly
selected within each loan type (original or refinanced). Any veteransliving abroad were
excluded from the survey. A Spanish language version of the survey was provided to
veterans residing in Puerto Rico.

Surveys and Research Staff : National Results
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Weighting

Reasons for Weighting

When response rates for customer segments are disproportionate to their representation
in the entire population, it is necessary to weight the segment responses during analyses
to ensure that they remain representative of the entire population.

Weighting Variablesfor National VA Home L oan Guaranty Process

We have used Regional Loan Centers and type of loan as weighting variables.

Surveys and Research Staff : National Results
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Questionnaire Mailing Protocol

*  The questionnaire design consisted of five mailings to sampled individuals or households. These
included: 1) a pre-notification letter telling potential respondents that they shoud expect to receive
amailed survey questionnaire; 2) a copy of the questionnaire, including a standard return envelope;
3) areminder/thank you postcard; 4) a second copy of the questionnaire mailed to those who had
not yet responded; and 5) a reminder/thank you postcard following the second mailing. Examples

of these materials appear in Appendix C.

*  Thequestionnaires were sent in window envelopes which displayed the veteran's address. Each
envelope contained a cover letter on VBA letterhead, a questionnaire, and a pre-posted envelope
addressed to NCS Pearson, the subcontractor administering the survey. Toll-free numbersfor both
NCS Pearson and the VA were aso included to help field respondents’ questions.

*  These mailings took place on the dates indicated below.

Mail Survey Schedule

Prenctification Letter

First Questionnaire

First Reminder Postcard
Second Questionnaire
Second Reminder Postcard
Fieldwork Completed

December 4, 2002
December 11, 2002
December 18, 2002
January 30, 2003
February 6, 2003
March 13, 2003

Surveys and Research Staff :
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Response Rates

* Theresponse rate is calculated by dividing the number of completed questionnaires by the
number of eligible questionnaires. Generally, aresponse rate of 70 percent or more is considered
excellent, 60 to 69 percent is considered very good, 50 to 59 percent is considered good, 40 to 49
percent is considered fair, and any response rate less than 40 percent is considered poor. Without

further information, results derived from a survey with a response rate of less than 50 percent
should be interpreted with caution.

*  Eligible questionnaires are those which were returned completed, which were returned blank or
incomplete, which were returned with an indication that the recipient had not recently had aVA
home loan approved or which were not returned.

* Ineligible questionnaires are those which were returned undeliverable, which were returned with
an indication that the respondent was unable to complete the survey, or which were returned with
an indication that the recipient was deceased.

Response Rates by Y ear
Response Rate
vear (Per cent)
2002 53
2001 56
2000 62
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Response Rates (continued)

National Response Rate Response Rates

Tota Sample Mailed 12,600 RLC #1 58%
Tota Indigible 353 RLC #2 52%
Undeliverables 346 RLC #3 52%
Deceased 7 RLC #4 51%
Totd Eligible 12,247 RLC #5 54%
Blank or incomplete 34 RLC #6 53%

Did not have VA home loan approved 26 RLC #7 53%
Refusal (Did Not Return) 5,694 RLC #8 S3%
Total Completed 6,493 RLC #9 51%
Response Rate 53% National Response Rate 53%
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Appendix C:

Examples of Mailing Materials




Appendix D:
VBA Home L oan Guaranty

Process Questionnaire




